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Abstract 
 
This thesis presents an extended framework that informs both academics and practitioners 
about learning orientation as an antecedent of the service-profit chain (S-PC). The S-PC is a 
framework explaining that customer satisfaction and loyalty, as well as operational 
performance are driven by the company’s employees (Heskett et al., 1994). Over the years 
there has been a lot of research focusing on explaining the links within the S-PC (e.g. 
Loveman, 1998; Yee, Yeung & Cheng, 2011). However, so far not many studies have focused 
on the antecedents of the S-PC. Although there are studies that relate learning orientation to 
employee satisfaction (e.g. Egan, Yang & Bartlett, 2004; Rowden & Conine, 2005), no 
research is done to the relationship between learning orientation and the S-PC. In my opinion 
there must be additional paths leading learning orientation to employee satisfaction. In the S-
PC internal service quality leads to employee satisfaction. I suggest that internal service 
quality can be a path from learning orientation to employee satisfaction, leading to the main 
question of this thesis; ‘Does internal service quality mediate the relationship between 
learning orientation and employee satisfaction?’ 
A database of 134 useful observations was collected via an online questionnaire at a 
Dutch accountancy and advising organization. Partial least squared structural equation 
modeling (PLS-SEM) is used to test the relationships among multiple-item scaled variables. 
 The results support the hypotheses that the relationship between learning orientation 
and employee satisfaction is partially mediated by internal service quality.  
 For managers it is good to know that learning is an investment and not an expense. 
Creating a learning orientated organization results in a better quality of internal service and 
satisfied employees. The theoretical implication is that learning orientation is an antecedent of 
the S-PC. Although this survey provides empirical evidence for the relationship between 
learning orientation and the S-PC, it is difficult to generalize the results, since they are based 
on only one company in a knowledge-intensive context. 
 
Keywords: service-profit chain, employee satisfaction, internal service quality, learning 
orientation, knowledge-intensive service sector 
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1. Introduction 
 
1.1. Introduction 
A firm should facilitate its employees to provide quality services to customers. A firm that is 
able to provide the right knowledge and service to its employees, has more satisfied 
employees, which in turn provide a superior service to customers (e.g. Hallowell, Schlesinger 
& Zornitsky, 1996; Kontoghiorghes, Awbrey & Feurig, 2005; Loveman, 1996; Voss et al., 
2005). Customers receiving higher quality service are more satisfied, which in turn makes 
them more loyal (Loveman, 1998; Yee et al., 2011) and increases the chances they will re-buy 
a service and talk positive about the firm (Reichheld & Sasser, 1990).  
These logical steps are linked together in the service-profit chain (S-PC) framework 
(Heskett et al., 1994). Many researchers have empirically validated this theory or parts of the 
theory (e.g. Hallowell et al., 1996; Loveman, 1998; Silvestro & Cross, 2000; Voss et al., 
2005; Yee et al., 2011). The S-PC framework leads to an improved operational performance 
and revenue growth (Heskett et al., 1994). An important driver of firm revenue has always 
been customer loyalty (Yee et al., 2011), this because loyal customers buy more frequently, in 
greater volumes, are more prone to try new offerings and engage in marketing via positive 
word of mouth (Reichheld & Sasser, 1990). In order to gain customer loyalty, a firm has to 
invest in superior service (e.g. Loveman, 1998; Yee et al., 2011). For superior service, firms 
need to rely on their employees (Heskett et al., 1994), who act as the firm’s ambassadors in 
their relationship with the customers (Homburg & Stock, 2004; Voss et al., 2005). Besides 
superior service, satisfied employees are known to have higher productivity levels (Deming, 
1985), and to be more loyal towards the firm (Loveman, 1998; Yee et al., 2011). Employee 
satisfaction has always been a hot research topic, with studies showing that employee 
satisfaction is driven by internal service quality (Hallowell et al., 1996; Loveman, 1998), a 
perspective that considers customers to be internal customers in their own firm, since a firm 
can only be as good as its employees (Berry & Parasuraman, 1991). Concluding, it can be 
said that organizations that want to deliver high quality service to customers must begin by 
serving the needs of their internal customers, their employees.  
Knowledge-intensive service firms not only require employees to behave as firm 
ambassadors, but actively rely on their employees’ knowledge and skills to provide the 
service their customers are expecting (Berry & Parasuraman, 1991; Fouarge, De Grip & 
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Nelen, 2009). Employees are one of the key firm resources, as the knowledge they possess 
constitutes a firm advantage (e.g. Calantone, Cavusgil & Zhao, 2002; March, 1991; Slater & 
Narver, 1995). Therefore, these firms need to invest in their employees and strive to improve 
their skills and knowledge base (Berry & Parasuraman, 1991; Sinkula, Baker & Noordewier, 
1997). This can be achieved through a learning orientation, defined as a set of organizational 
values that influence propensity of the firm to create and use knowledge (Sinkula et al., 1997).  
 
1.2. Relevance and problem statement 
The entire S-PC framework (Heskett et al., 1994) has been the subject of several empirical 
tests (Loveman, 1998; Yee et al., 2011). Several researches have focused on explaining the 
links within the S-PC and the S-PC’s outcomes. For instance, Hallowell et al. (1996) focused 
on explaining the link between internal service quality and employee satisfaction, Voss et al. 
(2005) focused on the relationship between employee satisfaction and perceived service 
quality, while Silvestro and Cross (2000) and Voss et al. (2005) focus on explaining how 
service quality drives customer satisfaction and loyalty. Edmans (2012) proved the direct and 
Chi and Gursoy (2009) the indirect link between employee satisfaction and firm performance.  
While much research has been dedicated to explaining the links within the S-PC, not 
much research is available on the factors external to the S-PC. In my opinion, a firm can focus 
on employees, customers or the market, but it all begins with a learning orientation. A 
learning orientation can be considered a basis for improving the S-PC. While some studies 
have looked into the effect of learning on employee satisfaction (e.g. Egan et al., 2004; 
Kontoghiorghes et al., 2005; Rowden & Conine, 2005) and organizational performance (e.g. 
Baker & Sinkula, 1999; Calantone et al., 2002), so far no studies have directly connected 
learning orientation to the S-PC. In my opinion there must be additional paths that connect 
learning orientation to employee satisfaction. Since internal service quality is leading to 
employee satisfaction in the S-PC, it can probably be an important path between learning 
orientation and employee satisfaction. Therefore, this thesis aims to contribute to this body of 
research by investigating the effect of internal service quality as mediator in the relationship 
between learning orientation and employee satisfaction. By discussing learning orientation as 
driver of the S-PC, the S-PC framework can be extended.  
This survey context is comparable with research of Loveman (1998), who investigated 
the S-PC within a knowledge-intensive context by researching a large regional bank, while 
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this thesis focuses on a national accountancy and advising organization. Loveman (1998) 
proved the link between internal service quality, employee satisfaction and loyalty, external 
service and customer satisfaction and loyalty. This survey can further expand this theory by 
confirming the effect of learning orientation as antecedent of the S-PC framework.  
The scientific relevance of this research is to focus on combining the theoretical 
concepts of learning orientation and the S-PC. There has been research to the S-PC and 
research on learning orientation, but yet they have to be investigated within the same study. 
Validating the link between learning orientation, internal service quality and employee 
satisfaction will establish the concept of learning orientation as an antecedent of the S-PC.  
Managers are always under pressure to deliver high quality service. This is especially 
relevant in the high-contact knowledge-intensive service sector, where it is very important to 
provide superior professional knowledge and to invest in a good relationship with customers. 
This study tries to show the relevance of learning orientation in delivering quality services. It 
will make clear whether learning is an expense for an organization or an investment and a tool 
for distinguishing the organization from its competitors.  
 
1.3. Objectives and research question 
This study focuses on examining, whether a firm’s learning orientation leads to an improved 
quality of internal service and more satisfied employees. Moreover, the study investigates 
whether the link between learning orientation and employee satisfaction is fully or partially 
mediated by internal service quality, leading to the main question ‘Does internal service 
quality mediate the relationship between learning orientation and employee satisfaction?’ The 
hypotheses are tested with a cross-sectional survey in a Dutch accountancy and advising firm.  
 
1.4. Outline of the research  
This research starts with a literature review of the definitions knowledge-intensive service 
sector, service-profit chain, employee satisfaction, internal service quality and learning 
orientation, followed by a conceptual model and hypotheses. The paper continues with the 
description of the methods and the conceptual model. Then the results are analyzed and 
hypotheses tested for accuracy. Finally, the study concludes with a discussion of the results, 
their limitations, as well as the academic and managerial recommendations. 
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2. Literature review 
 
2.1. Knowledge-intensive service sector 
This survey focuses on the service in the business-to-business (B2B) sector. Important 
marketing tools in the B2B sector are service, sale- and relationship management (Gelderman 
& Van der Hart, 2007). More precisely, in this survey we focus on the relationships in a high-
contact knowledge-intensive service (KIS) context. 
High-contact service involves a close and direct interaction between service 
employees and customers for a prolonged period of time (Chase, 1981). A high-contact 
service environment is characterized by long communication time, close communication and 
rich information exchanges (Kellogg & Chase, 1995).  
KIS organizations act in the private sector and rely on professional knowledge or 
expertise relating to a specific technical or functional domain, the KIS products contain a high 
degree of intangible knowledge (Windrum & Tomlinson, 1999). In a KIS sector employees 
need professional skills and knowledge in order to provide a high quality service to customers 
(Berry & Parasuraman, 1991; Fouarge et al., 2009). Customers expect the organization to be 
the vehicle of knowledge transfer, as well as the co-producer of new knowledge and materials 
(Windrum & Tomlinson, 1999). Organizations must facilitate the development of knowledge, 
since learning orientation is one of the major components for improving organizational 
performance and to strengthen competitive advantage (e.g. Baker & Sinkula, 1999; Calantone 
et al., 2002; March, 1991; Slater & Narver, 1995).  
For this study, the high-contact KIS context was specifically chosen because of the 
relevance of professional knowledge in the KIS sector. As knowledge resides in employees, 
KIS firms need to know if a learning orientation will influence their employees’ satisfaction 
levels while contributing to higher internal service quality among employees.  
 
2.2. Service-profit chain 
Heskett et al. (1994) succeeded in connecting the measures of the service and operational 
performance into a single framework. Figure 1 illustrates this service-profit chain (S-PC) 
framework. The goal of the S-PC is to explain how customer satisfaction arises as result of a 
firm’s employees service. Thanks to the S-PC framework, it is possible to explain revenue 
growth and profitability as a result of customer loyalty and satisfaction. If the firm’s 
employees provide a high quality of external service, customers will be satisfied and loyal. A 
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firm which provides high quality internal service to its employees has satisfied, loyal and 
productive employees, who in turn provide a high quality service to customers (Heskett et al., 
1994). 
 
 
 
 
 
Fig. 1. The service-profit chain (Heskett et al., 1994, p. 166) 
 
Loveman (1998) empirically tested the S-PC framework within a single service 
organization, since the S-PC is widely accepted and used by practitioners, but there was a lack 
of empirical research, examining the major constructs of the entire S-PC. Later on, Yee et al. 
(2011) expanded beyond testing the S-PC in a single industry and sector by including a large 
number of small organizations. Both researches (Loveman, 1998; Yee et al., 2011) have 
empirically confirmed the validity of the S-PC framework, by proving that employee 
satisfaction and loyalty play a significant role in enhancing customer loyalty and operational 
performance of organizations in the high-contact service sectors.  
Several other studies have focused on the links within the S-PC. For instance, internal 
service quality was linked to employee satisfaction (e.g. Loveman, 1998; Hallowell et al., 
1996; Voss et al., 2005). Employee satisfaction is linked to employee loyalty (Loveman, 
1998; Yee et al., 2011) and external service quality (Voss et al., 2005; Yee et al., 2011). 
Service employees with a high level of job satisfaction will appear to customers to be more 
pleased with their environment, leading to a positive influence on customer satisfaction (e.g. 
Chi & Gursoy, 2009; Homburg & Stock, 2004; Voss et al., 2005) and loyalty (Loveman, 
1998; Yee et al., 2011). Silvestro and Cross (2000) and Voss et al. (2005) showed that service 
quality influences customer satisfaction, while Stank, Goldsby and Vickery (1999) have 
shown the role of customer satisfaction in driving customer loyalty. Finally, researches have 
highlighted that employee satisfaction show both direct and indirect effects on a firm’s 
operational performance (e.g. Chi & Gursoy, 2009; Edmans, 2012; Voss, et al., 2005). 
However, researchers like Silvestro and Cross (2000) have criticized the S-PC model 
as too simplistic to fully understand the drivers of business success. Chi and Gursoy (2009) 
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also mention that not all of the studies agree about positive relationships, such as in the 
hospitality and tourism sector, where people expect customer satisfaction as a part of the day-
to-day operations, and organizations have to do more to be competitive (Gursoy & Swanger, 
2007).  
Despite its potential limitations, for this research the S-PC framework is generally 
accepted based on earlier research (e.g. Homburg & Stock, 2004; Loveman, 1998; Silvestro & 
Cross, 2000; Stank et al., 1999; Voss et al., 2005; Yee et al., 2011). On the other hand we also 
understand that it is important to keep in mind that the S-PC is just framework (Silvestro & 
Cross, 2000) and that there are other possible influences within the chain.  
The S-PC has been discussed not only in marketing research, but also in operations 
management and human resource management research streams. For instance, Batt (2002) 
proved that the relationship between human resource and sales growth is partially mediated 
by employee turnover rates, while Mittal and Kamakura (2001) found that repurchase rates 
are different among different customer groups.  
As said, most studies focus on the S-PC itself (Loveman, 1998; Yee et al., 2011) or on 
parts of the S-PC (e.g. Hallowell et al., 1996; Silvestro & Cross, 1998; Voss et al., 2005), but 
there has not been much research on factors external to the S-PC. In organizational literature, 
one of the main drivers of employee satisfaction is that of learning (e.g. Egan et al., 2004; 
Kontoghiorghes et al., 2005; Rowden & Conine, 2005). Kontoghiorghes et al. (2005) proved 
that open communication and information sharing lead to better organizational performance, 
and that a learning environment is positively related to employee satisfaction. Learning 
orientation is also related to operational performance both directly and indirectly through 
innovation (Baker & Sinkula, 1999; Calantone et al., 2002). 
 
2.3. Employee satisfaction 
Both managers and academics agree that customer satisfaction is a key driver of firm 
profitability. Customer satisfaction is both directly and indirectly influenced by employee 
satisfaction (e.g. Chi & Gursoy, 2009; Homburg & Stock, 2004; Voss et al., 2005; Yee et al., 
2011). The concept of employee job satisfaction was introduced by Hoppock (1935) as the 
subjective reactions or satisfaction displayed by employees both physically and mentally with 
regard to the working environment. Locke (1973) considers employee job satisfaction as the 
positive emotional response of a person evaluating his/ her duties or work experience. 
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Employee satisfaction can be considered as an indicator of emotional well-being or 
psychological health (Haccoun & Jeanrie, 1995).  
In this study, employee satisfaction is an important variable, since it connects learning 
orientation to the other parts of the S-PC. This because employee satisfaction is related to 
employee loyalty (Loveman, 1998; Yee et al., 2011) and productivity (Deming, 1985), 
external service quality (Voss et al., 2005; Yee et al., 2011), customer satisfaction and loyalty 
(Silvestro & Cross, 2000; Voss et al., 2005) and organizational performance (Chi & Gursoy, 
2009; Edmans, 2012). 
Most studies take a simplistic view of employee satisfaction, considering it a general 
evaluation of one’s job (Hallowell et al., 1996; Loveman, 1998). However, some scholars 
have pointed that employee satisfaction can be a multifaceted concept as well. Yee et al. 
(2011) and Wang (2011) used five dimensions of job satisfaction for measuring employee 
satisfaction, namely employee satisfaction with the (1) salary, (2) nature of the job, (3) 
promotion opportunities, (4) relationship with colleagues, and the (5) relationship with 
supervisors (Smith, Kendall & Hulin, 1969). The dimensions are defined as follows: 
1. “Salary is defined as how satisfied an employee is with the allocation of employee 
benefits and the actually received income from his/ her company” (Wang, 2011, p. 
119).   
2. “Nature of the job is defined as how satisfied an employee is with his/ her current 
duties in terms of sense of achievement, the accompanying challenges and variety” 
(Wang, 2011, p. 119).   
3. “Promotion opportunities is defined as how satisfied an employee is with the 
opportunities, programs and the probability of job promotions available at his/ her 
company” (Wang, 2011, p. 119).    
4. “Relationship with colleagues is defined as how satisfied an employee is with the 
perceived loyalty displayed by his/ her colleagues to the company, the colleagues’ 
sense of responsibility, and how he/ she gets along with colleagues” (Wang, 2011, 
p. 119).   
5. “Relationship with the supervisor is defined as how satisfied and employee is with 
the work-related guidance and encouragement for well-handled duties received 
from his/ her supervisor, as well as the influence exerted by that particular 
supervisor on the company” (Wang, 2011, p. 119).    
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2.4. Internal service quality 
Within the S-PC, employee satisfaction is mostly influenced by internal service quality (ISQ) 
(e.g. Hallowell et al., 1996; Loveman 1998; Voss et al., 2005). In this survey, ISQ is 
considered an important mediator in the relationship between learning orientation and 
employee satisfaction. ISQ is used to test the influence on the relationship between learning 
orientation and employee satisfaction, since this variable is closely related to both learning 
orientation and employee satisfaction.  
ISQ was introduced for the first time by Sasser and Arbeit (1976), who considered 
employees as internal customers. Heskett et al. (1994) describe ISQ as the feelings employees 
have toward their jobs, colleagues, and organization. Heskett et al. (1994) asked themselves; 
“What do service employees value most on their job?” Although ISQ can be approached from 
different perspectives, scholars agree that organizations attempting to deliver service quality 
to their external customers must begin by serving the needs of their internal customers 
(Hallowell et al., 1996). The importance of ISQ for an organization is mentioned by Berry and 
Parasuraman (1991) as they investigated internal marketing and state that employees must be 
treated as customers and that a firm can only be as good as its people.  
Hallowell et al. (1996) found six components that explain ISQ, these are (1) 
teamwork, (2) effective training, (3) management support, (4) tools, (5) goal alignment 
and (6) policies and procedures. These components were selected by Hallowell et al. (1996), 
based on literature review of different research on ISQ between 1989 and 1992 (e.g. 
Zeitthaml, 1990; Berry, 1991; Heskett, 1990; Hart, 1992; Garvin, 1988; Zemke, 1989). Based 
on the theory of Hallowell et al. (2011, p. 23), we defined the components of ISQ as follows: 
1. Teamwork is defined as working together among individuals and between 
departments when necessary. 
2. Effective training is defined as effective, useful and job specific training made 
available in a timely fashion. 
3. Management support is defined as the management aiding (vs. hinder) an 
employee’s ability to serve. 
4. Tools is defined as tools necessary to serve customers, provided to the employee 
by the organization (including information and information systems).  
5. Goal alignment is defined as the goals of the front line aligned with those of the 
senior management. 
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6. Policies and procedures is defined as policies and procedures that facilitate serving 
customers.  
These components are proven to be related to employee satisfaction. Earlier research 
connected training (Elmadag, Ellinger & Franke., 2008), management support (Brown & 
Peterson, 1993; Ellinger et al., 2003; Elmadag et al., 2008), facilities and quality of support 
systems (tools) (Walker, Johnson & Leonard, 2006) to employee satisfaction. Achieving 
organizational and individual goals (goal alignment) lead to more employee satisfaction than 
financial rewards (Leslie, Aring & Brand, 1998), while Kontoghiorghes et al. (2005) 
connected tools to organizational performance. Berry and Parasuraman (1991) state that for a 
good internal marketing teamwork is needed, and that employees need to be equipped with 
skills and knowledge.  
 
2.5. Learning orientation 
The learning process is critical in creating a sustainable competitive advantage for the firm, 
moreover, learning orientation increases a firm’s performance (Baker & Sinkula, 1999; 
Calantone et al., 2002; Kontoghiorghes et al., 2005; March, 1991; Slater & Narver, 1995). 
Additionally, Calantone et al. (2002) suggest that learning orientation is central for the 
organization’s activities, and they suggest future studies should explore the effect of learning 
orientation on such areas as chain relationships.  
Learning orientation can be conceptualized as a set of organizational values that 
influence the propensity of the firm to create and use knowledge (Sinkula et al., 1997). 
Calantone et al. (2002) refers to learning orientation as an organizational-wide activity of 
creating and using knowledge to enhance competitive advantage. This by obtaining and 
sharing information about customer needs, market changes, and competitors’ actions, as well 
as development of new technologies (Calantone et al., 2002). Learning orientation influences 
what kind of information is gathered and how it is interpreted, evaluated and shared 
(Calantone et al., 2002). 
According to Sinkula et al. (1997), based on an earlier literature (Day 1991, 1994; 
Senge 1990, 1992; Tobin, 1993), three organizational values are routinely associated with 
learning orientation, these are the components (1) commitment to learning (2) shared 
vision/ purpose and a (3) open-mindedness. Based on the theory of Sinkula et al. (1997) and 
Calantone et al. (2002), the dimensions are defined as follows: 
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1. “Commitment to learning is defined as the fundamental value an organization 
holds towards learning. This value influences whether an organization is likely to 
promote a learning culture” (Sinkula et al., 1997, p. 309).  
2.  “Shared vision/ purpose is defined as the organization-wide direction and focus 
that motivates and fosters energy, commitment, and purpose" (Sinkula et al., 1997, 
p. 309).  
3. “Open-mindedness is defined as the willingness of the organization to proactively 
questioning long-held routines, assumptions and beliefs and to accept new ideas” 
(Sinkula et al., 1997, p. 309).  
Different theories linked these components to both ISQ and employee satisfaction. 
Slater and Narver (1995) mentioned that management support and teamwork are needed for a 
learning orientation. Sinkula et al. (1997) focused on market information (tools) and 
dissemination (goal alignment) as important results of learning. Berry and Parasuraman 
(1991) have claimed that a clear vision is needed to bring purpose and meaning to the 
workplace. Rose, Kumarc & Pak (2009) proved that commitment is related to employee 
satisfaction, while Kontoghiorghes et al. (2005) proved that open-mindedness is related to 
operational performance. Both formal learning (training) and informal learning (teamwork) 
are connected to employee satisfaction (Rowden & Conine, 2005).  
 
2.6. Hypotheses 
Based on existing theory, this study derives three hypotheses that are to be investigated. 
 
Learning orientation and internal service quality 
The first hypothesis explores the relationship between learning orientation and ISQ. We 
purpose that a learning orientation of the organization should lead to a better quality of 
internal service.  
So far no business related research has been done to this relationship, there are only some 
internal sports related articles (Di Xie, 2005; Ming, 2010) or an article in the European 
Journal of Experimental Biology (Mohammad, Ahmad & Naser, 2012) that confirmed a 
positive relationship between a learning culture and ISQ. Components that are related to each 
other are shared vision, which is related to goal alignment (Pearce, Conger & Locke, 2008), 
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teamwork and management (Pearce & Ensly, 2004) and open-mindedness related to goal 
alignment (Mitchell, Boyle & Nicholas, 2009) and teamwork (Hirsch & McKenna, 2008). 
The relationship between learning orientation and ISQ is highlighted by Sinkula et al. 
(1997), which proved that a positive learning orientation results in increased market 
information generation and dissemination. It is important that the service employees are 
facilitated with the right market information (tools) and that this information is provided 
through the whole organization both vertically and horizontally (goal alignment). Slater & 
Narver (1995) mention that a learning climate is needed in order to create knowledge to 
improve organizational performance. Facilitative leadership (management support) and an 
organic structure (teamwork) are important means of building a learning climate. Berry and 
Parasuraman (1991) link a shared vision/ purpose, teamwork, skills and knowledge to ISQ. Di 
Xie (2005) proved that motivation to learn (open-minded) is a strong antecedent of ISQ.  
These studies confirm my presumption that learning orientation is connected to ISQ. 
This is based on the strong connection between the items of learning orientation to the items 
of ISQ and vice versa.  
 
Hypothesis 1: A firm’s learning orientation positively influences internal service quality.  
 
Internal service quality and employee satisfaction 
The second hypothesis explores the relationship between ISQ and employee satisfaction. We 
purpose that a high internal service quality should lead to more satisfied employees. The 
positive relationship between ISQ and employee satisfaction has been already investigated by 
earlier research within the S-PC (e.g. Hallowell et al., 1996; Loveman, 1998).  
The context of this survey is comparable with Loveman (1998), who researched a 
large region bank. Now, fourteen years later and in another organization, the same positive 
relationship is expected. Other researchers have identified other factors that contribute to 
employee satisfaction, such as training (Elmadag et al., 2008), supervisory coaching 
(management support) (Brown & Peterson, 1993; Ellinger et al., 2003; Elmadag et al., 2008), 
facilities and support systems (tools) and expertise of service personnel (Walker et al., 2006). 
Achieving organizational and individual goals (goal alignment) lead to more employee 
satisfaction (Leslie et al., 1998). 
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Based on these studies we expect a strong relationship between ISQ and employee 
satisfaction, since this link is validated by comparable research. Especially management 
support and goal alignment have turned out to be important issues for employee satisfaction in 
these earlier researches.  
 
Hypothesis 2: Perceived internal service quality positively influences employee satisfaction.  
 
Learning orientation and employee satisfaction 
The third hypothesis explores the direct relationship between learning orientation and 
employee satisfaction. We purpose that the more an organization is orientated on learning, the 
more satisfied employees are. This relationship is purposed through the indirect path ISQ (H1 
and H2), but based on earlier research there is also considered to be a direct link between 
learning and employee satisfaction (Rowden & Conine, 2005). The relationship is confirmed 
in human resource (Egan et al., 2004; Kontoghiorghes et al., 2005) and marketing (Park & 
Holloway, 2003) related research. Also in other contexts, such as companies in China (Wang, 
2007) and in the public service sector of Malaysia (Rose et al., 2009) the relationship exists.  
Many organizations understand that learning is needed to be able to continuous 
improve the technical processes (Fouarge et al., 2009), organizational innovations (Baker & 
Sinkula, 2002, Calantone et al., 2002; Fouarge et al., 2009) and operational performance (e.g. 
Baker & Sinkula, 1999; Calantone et al., 2002; Kontoghiorghes et al., 2005; March, 1991). 
For instance, open communication (open-mindedness) and information sharing increase 
organization performance (e.g. Baker & Sinkula, 1999; Calantone et al., 2002).  
These studies show that learning orientation has a positive effect on employee 
satisfaction and the S-PC. Based on the theories we also expect this positive relationship 
between learning and employee satisfaction in this survey as well.  
 
Hypothesis 3: A firm’s learning orientation is a positive antecedent of employee satisfaction. 
 
2.7. Conceptual model 
This thesis aims to better understand the relationship between the S-PC and learning 
orientation. The main question of this research is: ‘Does internal service quality mediate the 
relationship between learning orientation and employee satisfaction?’ Figure 2 presents the 
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conceptual model of this research. The different dimensions of the variables are shown in the 
outer model. The variables and the hypotheses one, two and three are shown in the inner 
model.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig. 2. The link between learning orientation, internal service quality and employee satisfaction 
X = independent variable, learning orientation (LO) with LO1 to LO11 as indicators (Sinkula et al., 1997). 
Z = mediator variable, internal service quality (ISQ) with ISQ1 to ISQ13 as indicators (Hallowell et al., 1996). 
Y = dependent variable, employee satisfaction (ES) with ES1 to ES5 as indicators (Smith et al., 1969).  
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3. Research methods 
 
This chapter outlines the context of the research, and describes the research methods used to 
test the hypotheses. We then detail how and what data was collected, and how variables were 
measured. Finally, the multidimensional scales are discussed.  
 
3.1. Context 
This research is based on a cross-sectional survey at a Dutch accountancy and advising 
organization, which was founded in 1917, and developed from a bookkeeping company to a 
full-service accountancy and advice organization. By acquisitions and merges it has become a 
national active organization, but with a decentralized structure, the organization still operates 
close to its 30.000 customers. Customers are small and medium enterprises, both active in 
retail and agriculture, but also government and non-profit organizations. Some 1.600 
employees are working for the organization, within 46 offices throughout the Netherlands.  
The accountancy and advising organization is operating in a KIS sector (Windrum & 
Tomlinson, 1999). It can be characterized as a high-contact service, since the relationship 
with most of the customers spans across several years and customers interact regularly with 
employees. The specific financial reports and personal advice that are provided to the 
customers prove that an accountancy and advising organization operates in the KIS sector.  
Learning orientation is an important issue in the knowledge intensive sector (Berry & 
Parasuraman, 1991; Fouarge et al., 2009). The knowledge of employees can be a key firm 
advantage (e.g. Calantone et al., 2002; March, 1991). Like many other KIS organizations, the 
researched firm is investing in education for employees, in order to be able to improve their 
knowledge, and as a result to improve the service provided to the firm’s customers.  
The context of this thesis differs from the research of Yee et al. (2011), when small 
service shops were used as sample group. Another difference is the labor-intensive versus 
knowledge-intensive. Results of Yee et al. (2011) could not be generalized for the KIS sector. 
The sample group of this thesis is more comparable with the research of Loveman (1998), 
who researched a large regional bank. Both researches deal with a KIS firm and high-contact 
service. The theories of Loveman (1998) and Yee et al. (2011) validated the entire S-PC, but 
they did not measure what really drives the S-PC. This research will add value and insights to 
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this gap, by testing learning orientation as an antecedent of the S-PC in the high-contact KIS 
sector. 
3.2. Research method and data collection  
To empirically test the hypotheses, an online questionnaire was administered within a national 
accountancy and advising organization. Wright (2005) mentions that an online questionnaire 
is a good and easy way to reach many potential respondents in a short amount of time (e.g. 
Bachmann & Elfrink, 1996; Garton et al., 2003; Taylor, 2000; Yun & Trumbo, 2000). For this 
research, the survey items were translated into Dutch, and made suitable for questioning 
employees of a national accountancy and advising organization, both the original questions 
and the translated questions are added in Appendix A and B.  
A participating pre-test was held with both employees and people outside the 
organization, to make sure the translation is right and questions are clear. Six participants 
gave their opinion, leading to some small changes in translation, in order to make the 
questions easy to understand and read. In the introduction a small explanation of the variables 
was added, to make the respondents understand the questions. At the end of the survey, an 
opportunity for remarks was given, which might give valuable information about the research. 
In the questionnaire first some basic questions had to be answered, which can probably 
lead to interesting information and it gives options to split variables into groups. Basic 
questions are asked first, because it is an ‘easy start’ for the respondents. After that the 
dependent variable was asked, in order to get no order effect in the replies, so first employee 
satisfaction, followed by ISQ and learning orientation (Pew Research Centre, 2012). The 
main questions were answered on a 7-point Likert scale, reaching from ‘totally disagree’ to 
‘totally agree’.  
Conway and Lance (2010) mentioned that pro-active design steps need to be taken in 
order to minimize common method bias. First, the questionnaire was anonymous. A question 
about salary was skipped and ‘the office working at’ was changed in ‘region working in’, to 
make the questionnaire impersonal. In the introduction, it was made clear to the respondents 
that the questionnaire was voluntary and that their answers were used anonymous. There are 
no right or wrong answers and it is their own idea that counts (Podsakoff et al., 2003). 
Secondly, three reverse coded items (ISQ12, ISQ13 & LO11) were added to the 
questionnaire,  which means the respondents have to pay attention to the questions, they 
cannot easily combine related items (Chang, Van Witteloostuijn & Eden, 2010), thus 
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agreement response bias effects and respondent guessing are avoided (Oskamp & Schultz, 
2005). Thirdly, the conceptual model of this thesis is complex with second order constructs, 
so it is not likely that the hypotheses are part of the respondents cognitive map (Chang et al., 
2010). Finally, the questionnaire only contained six basic questions and 29 research questions. 
Therefore, it was short enough to avoid respondents getting bored or tired about the questions, 
which might harm the cognitive effort of respondents and response accuracy (Yu & Cooper, 
1983). Besides, it protects the last items from stereotypical responding, such as midrange all 
answers or give only extreme answers (Lindell & Whitney, 2001). 
The Harman’s one-factor was examined to test the potential for common method 
variance (Podsakoff & Organ, 1986). One factor was extracted with no rotation, leading to 
seven factors with an eigenvalue larger than 1 accounting 66,44% of the variance in the data. 
The factor with most of the influence accounted 33,52% of the variance. Although one single 
factor is explaining a lot, it is still less than 50%, consequently we conclude that the threat of 
common method variance in our sample is low. 
In consideration with the management of the organization, the research was held at 17 
of the 46 offices, because of restrictions from the human resource department. These offices 
are located in the North and East region of The Netherlands. Out of a total of 1.600 
employees, around 600 were asked to fill in the questionnaire. Table 1 gives an overview of 
the survey and the response rates. Over a period of three weeks, three emails were sent to the 
service employees. In the first mail, the survey was introduced and employees were 
encouraged to participate. The second was for thanking the ones who filled in the 
questionnaire and a reminder for those who did not. In the third email was mentioned that still 
some response was needed.  
 
 
 
 
 
 
 
                      Table 1. An overview of the questionnaire and the responses 
 
Event Date 
(2012) 
Response Cumulative 
response 
1st email 24 April 72 72 
2nd email 7 May 57 129 
3rd email 10 May 28 157 
End of survey 13 May  157 
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In order to check for any timeline differences, the means of the variables are tested at 
three moments, see Appendix C. There is no concerning difference between the means. 
Answering at different times during three weeks does not have any influence on the results. 
 
 
 
 
 
 
 
              
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
             Table 2. Profile of respondents (n = 134) 
 
Of the 600 employees, 157 filled in the questionnaire, a response rate of 
approximately 25%. This group represents around 10% of the whole organization. By 
cleaning up the data, three respondents were removed, because values were missing. Five 
Characteristics Number of 
responses 
Percentage 
Gender   
Male  77 57,5 
Female 57 42,5 
   
Age   
18-28 years 53 40 
28-38 years 31 23 
>38 years 50 37 
   
Years in the organization   
0-2 years 43 32 
2-8 years 44 33 
>8 years 40 30 
Missing value 7 5 
   
Level of education   
to MBO 16 12 
HBO 93 69 
WO up 25 19 
   
Executive level   
Junior 46 34 
Senior 40 30 
Management 4 3 
Others 44 33 
   
Region working in   
Achterhoek/ Drenthe 26 19 
Friesland North/ Groningen 88 66 
Friesland South 19 14 
Missing value 1 1 
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respondents had a missing value, but their answers could still be useful for the analysis by 
replacing the missing value by the mean. Testing the bias in questionnaire response resulted 
in some strong outliers in the reverse coded items (Appendix D). For ISQ six respondents and 
for learning orientation fourteen respondents are removed from the database. This resulted in 
a database of 134 respondents for the analysis. 
Based on the basic questions of the survey, a profile of the respondents is shown in 
Table 2. The respondents are predominantly male (57,5%), with a high level of education 
(69% HBO). The organization has mainly a young team of service employees, working in the 
organization for less than two years (32%) and are in the age of 18 to 28 (40%). Most of the 
respondents (66%) work in Friesland North or Groningen, since 10 of the 17 offices are 
located in this region. 
 
3.3. Measuring variables 
IBM-SPSS Statistics 20 software was used for further measuring the variables. The variables 
are statistically tested on normality (mean, standard deviation and Z-scores for skewness and 
kurtosis). The formative measurement constructs are tested on multicollinearity (variance 
inflation factor, VIF) and the reflective measurement constructs on reliability (Cronbach’s 
Alpha, α), validity (correlation) and variance (factor analysis).  
 
Employee satisfaction 
The degree to which service employees are satisfied with their job is measured by the Job 
Descriptive Index (Smith et al., 1969). Although the Job Descriptive Index was developed in 
1969, it is still one of the most widely used measures of employee satisfaction, with over 
3.100 references (including Wang, 2011; Yee et al., 2011) so far, and approximately 200 new 
ones every year.  
Employee satisfaction is a formative measurement scale, since the indicators are not 
sharing a common theme (Coltman et al., 2008). For instance, an employee can be happy with 
the salary does not have to mean his/ her relationship with colleagues is good. Variation in the 
indicators would cause variation in employee satisfaction. Also in other studies (Hartline & 
Ferrell, 1996) employee satisfaction is used as a formative construct. The variable employee 
satisfaction is formed by the indicators (ES1) salary, (ES2) job nature, (ES3) promotion 
opportunities, (ES4) relationship with colleagues and (ES5) relationship with supervisors.   
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    Table 3. Normality of employee satisfaction items (n =134) 
    Standard Skewness (ZSkewness) = Skewness / Standard error   
    Standard Kurtosis (ZKurtosis) = Kurtosis / Standard error   
    Variance (R
2
) was calculated by regressing the predictor on the remaining predictors.  
    Variance inflation factor (VIF) = (1/1- R
2
).  
 
For the normality test in Table 3 all of the 134 respondents are used. On a scale of 1 to 
7, employees are quite satisfied (more than the average score 4), although there are some less 
satisfied exceptions when looking to the negative standard Skewness. ES4 differs from the 
other items. Out of the high mean (5,44) and low standard deviation (1,186) can be concluded 
that most of the employees are very satisfied about the relationship with fellow workers 
within the company. A high negative score of standard Skewness (-6,59) shows that there are 
some exceptions who are not satisfied about the relationship with colleagues. Data is normal 
in a situation of a zero standard kurtosis or skewness. For small samples, values greater than 
1,96 or less than 1,96 are sufficient (p < 0,05) to establish the normality of the data (Ghasemi 
& Zahediasl, 2012). For most of the items the standard skewness or kurtosis or both are 
significant, which means this data is non-normal.  
Formative items can have any pattern of inter-correlation, so it is not strange that ES1 
does not correlate with the other items. One of the key operational issues in the use of 
formative indicators is that no simple, easy and universally accepted criteria exists for 
assessing the reliability of formative indicators (Coltman et al., 2008). Multicollinearity 
between indicators is an important issue is assessing formative measures because of the 
potential for unstable indicator weights (Cenfetelli & Basselier, 2009). Each indicator’s  
variance inflation factor (VIF) is less than 5, which indicates that there are no problems with 
multicollinearity (Hair et al., 2011).     
 
 Mean Std. Dev. ZSkewness ZKurtosis R
2 VIF 
ES1 4,35 1,457 -1,18 -1,99 0,17 1,21 
ES2 4,82 1,408 -3,94 0,02 0,37 1,59 
ES3 4,78 1,317 -3,99 1,09 0,50 2,00 
ES4 5,44 1,186 -6,59 5,07 0,45 1,82 
ES5 4,06 1,486 -1,30 -2,05 0,31 1,46 
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Internal service quality 
We measured the degree of how service employees think about the quality of internal service 
at their organization by using the six components of Hallowell et al. (1996). The indicators of 
ISQ are based on a broad literature review between 1989 and 1992 by Hallowell et al. (1996). 
Hallowell et al. (1996) tested ISQ in the relationship with service capability and customer 
satisfaction, leading to six components. Besides that, the theory has proven to work in the 
same context as this research, since they are used in other S-PC related research (Loveman, 
1998; Wang, 2011).  
 The first order measurement construct is reflective, since the components exists 
independent of the items used. Variation in the items does not cause variation in the construct 
(Coltman et al., 2008). The second order measurement construct of ISQ is formative, since the 
components are not sharing a common theme (Coltman et al., 2008). For instance, an 
employee can satisfied with the tools, but that does not have to mean that the management 
support is good. Variation in the components would cause variation in ISQ. The twelve items 
used for indicating ISQ are (ISQ 1 & 2) teamwork, (ISQ 3 & 4) effective training, (ISQ 5, 6 & 
7) management support, (ISQ 8 & 9) tools, (ISQ 10 & 11) goal alignment and (ISQ 12 &13) 
policies and procedures.  
 
 
 
 
 
 
 
 
 
 
 
 
                  Table 4. Normality of internal service quality items (n =134) 
  
 Mean Std. Dev. ZSkewness ZKurtosis R
2 VIF 
ISQ1 4,10 1,121 -2,54 -0,21 0,62 2,65 
ISQ2 5,02 1,175 -3,56 -0,98 0,58 2,37 
ISQ3 4,36 1,597 -1,36 -1,68 0,74 3,77 
ISQ4 4,21 1,726 -1,96 -1,23 072 3,56 
ISQ5 4,59 1,290 -2,27 -0,78 0,73 3,68 
ISQ6 4,57 1,315 -2,24 -0,40 0,81 5,21 
ISQ7 5,16 1,289 -4,25 1,35 0,76 4,22 
ISQ8 5,03 1,191 -4,81 2,52 0,84 6,17 
ISQ9 5,03 1,159 -3,59 1,31 0,82 5,56 
ISQ10 5,17 1,169 -3,59 2,57 0,71 3,45 
ISQ11 5,12 1,185 -3,58 1,67 0,73 3,64 
ISQ12 4,58 1,446 -2,78 -0,10 0,58 2,39 
ISQ13 3,79 1,284 -1,25 -1,69 0,51 2,03 
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 Table 4 shows that the means of the items differ from 3,79 to 5,17. Most of the means 
are quite high, so the employees perceive a good quality of internatal service, especially tools 
(ISQ 8 & 9) and goal alignment (ISQ 10 & 11). For ISQ13 the mean (3,79) is some lower 
than for the other items, which means employees think it is difficult to get decisions made. 
The standard deviation of items ISQ3 and ISQ4 (1,597 and 1,726) is some higher than for the 
others. This means employees think different about training possibilities. Only ISQ3, ISQ4 
and ISQ13 are non-significant, so are normal. For the other items the skewness and/ or the 
kurtosis is significant, so the data non-normal. The reason is most of the time that there are 
also employees who are less satisfied about the internal service quality (negative Zskewness). 
The concepts of internal consistency reliability and convergent validity are not 
meaningful when formative indicators are involved (Hair et al., 2011). The multicollinearity 
between indicators (VIF) is more than 5, which indicates that indicators should be grouped. 
There is also theoretical support for six groups (Hallowell et al., 1996). For further analysis 
these six components will be used.  
 
Learning orientation 
We measured the degree of which employees think their organization is orientated on 
learning, by using three components of Sinkula et al. (1997), which are based on earlier 
research. These three components are proven to be market-based and reliable. Besides that, 
Calantone et al. (2002) used comparable components to test the relationship between learning 
orientation, innovation and organizational performance to enhance competitive advantage. 
These theories prove that these three components represent learning orientation in a S-PC 
context. We purpose that these components are related to ISQ and employee satisfaction.  
  Mean Std. Dev. ZSkewness ZKurtosis 
LO1 4,89 1,410 -4,02 0,07 
LO2 4,64 1,342 -2,44 -0,42 
LO3 4,60 1,472 -2,68 -0,83 
LO4 5,18 1,335 -5,77 3,30 
LO5 4,35 1,215 -0,57 -1,73 
LO6 3,57 1,222 -0,41 -1,41 
LO7 3,80 1,077 0,35 0,37 
LO8 4,08 1,086 -0,44 -0,53 
LO9 4,47 1,033 -1,24 -0,67 
LO10 4,92 1,200 -2,29 -0,16 
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 Learning orientation is a  
reflective variable, since the latent construct exists independent of the measures used. 
Variation in the items does not cause variation in the construct. The eleven items that were 
used for indicating learning orientation are (LO 1, 2, 3 & 4) commitment to learning, (LO 5, 
6, 7 & 8) shared vision/ purpose  and (LO 9, 10 & 11) open-mindedness.                                   
Table 5. Normality of learning orientation items (n = 134) 
Table 5 shows that there are no strange outliers in the means and standard deviation, 
although there is some difference between the lowest (3,57) and highest (5,18) mean. 
Employees agree that their organization sees learning as a key commodity necessary to 
guarantee organizational survival (LO4). They agree less about organizational vision across 
all levels, functions and divisions (LO6). LO5, LO6, LO7, LO8 and LO11 have a non-
significant standard skewness and kurtosis, which means the data is normal. The other items 
are non-normal, mainly caused by a negative standard skewness.  
The reliability of the items is strong (α = 0,859). The reliability of the 
multidimensional-scaled items explaining the variables is sufficient (α > 0,7). If the last item 
is deleted, the Cronbach’s Alpha can even be improved to 0,869. 
 
 
Table 6. Correlation of learning orientation items 
 
As shown in Table 6, the validity of most of the items is quite good (correlation > 0,3), 
but some could be better. The last item LO11 does not correlate very well to the other items, 
LO11 4,05 1,361 0,09 -1,23 
 LO1 LO2 LO3 LO4 LO5 LO6 LO7 LO8 LO9 LO10 LO11 
LO1 1,00           
LO2 ,732 1,00          
LO3 ,565 ,522 1,00         
LO4 ,713 ,655 ,602 1,00        
LO5 ,381 ,422 ,424 ,439 1,00       
LO6 ,348 ,305 ,404 ,256 ,506 1,00      
LO7 ,244 ,318 ,192 ,213 ,418 ,520 1,00     
LO8 ,377 ,330 ,304 ,282 ,376 ,495 ,625 1,00    
LO9 ,357 ,266 ,327 ,317 ,298 ,226 ,347 ,442 1,00   
LO10 ,391 ,236 ,492 ,431 ,309 ,266 ,220 ,424 ,501 1,00  
LO11 ,119 ,103 ,184 ,206 ,147 ,134 ,002 ,237 ,437 ,361 1,00 
Learning orientation and the service-profit chain 
  27 
 
but it correlates with the ‘open-mindedness’ items LO9 and LO10. With help of a factor 
analysis this item can still be useful.  
Learning orientation and the service-profit chain 
  28 
 
 
 
      
 
 
 
 
 
 
 
 
 
Table 7. Factor analysis of learning orientation 
 
Table 7 shows the factor analysis of learning orientation. With help of the Varimax 
rotation method, the component matrix shows that there are three correlating components. 
This first component with four indicators can be named as ‘commitment to learning’, the 
second component with four indicators as ‘shared vision/ purpose’ and the third with three 
indicators as ‘open mindedness’, these are the same components as mentioned in the theory of 
Sinkula et al. (1997). The factor analysis further showed that there are three different 
components with a higher eigenvalue than 1. The first component is explaining 42,7% of the 
variance in learning orientation. Together with the other two components 68,1% of the 
variance is explained. 
 
 
 
 
 Component 
 1 2 3 
Commitment (LO1) ,847 ,194 ,140 
Commitment (LO2) ,826 ,236 ,000 
Commitment (LO3) ,723 ,178 ,267 
Commitment (LO4) ,853 ,092 ,214 
Shared vision (LO5) ,435 ,558 ,106 
Shared vision (LO6) ,239 ,750 ,067 
Shared vision (LO7) ,077 ,877 ,041 
Shared vision (LO8) ,146 ,744 ,356 
Open-minded (LO9) ,181 ,298 ,730 
Open-minded (LO10) ,337 ,191 ,685 
Open-minded (LO11) ,026 -,035 ,822 
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4. Data analysis and results 
 
After testing the indicators, the relationships between the variables will be tested. The linear 
regression and mediation effects are tested with partial least squares structural equation 
modeling, by running the algorithm and bootstrapping test, which is introduced first. 
Secondly, the outer connections will be mentioned in measurement model. Finally, in the 
structural model, the inner cause-effect relations between the variables will be validated by a 
regression analysis and the mediating effects of ISQ will be tested with help of a Sobel-test.  
 
4.1. PLS-SEM 
The regression and mediation effects are tested with structural equation modeling (SEM). 
SEM allows us to test the complete conceptual model (Rigdon, 1998). SEM has the ability to 
assess latent variables at the observational level (measurement model), and to test the 
relationships between latent variables on theoretical level (structural model) (Bollen, 1989). 
SEM is used to explain the relationships among multiple-item scaled variables. Earlier 
research proved that under most conditions multi-item scales clearly outperform single items 
in terms of predictive validity (Diamantopoulos et al., 2012). Other advantages of SEM are 
ability to correct for measurement error, specify error covariance structures and to be able to 
estimate entire theories simultaneously (Henseler, 2012).  
The SEM technique that is used for this research is partial least squares path modeling 
(PLS). PLS-SEM is based on a series of ordinary least squares regression, it has minimum 
demands regarding sample size and generally achieves high levels of statistical power 
(Reinartz, Haenlein & Henseler, 2009). Furthermore, PLS-SEM can handle complex models, 
it can handle both formative and reflective measurements and is not restricted by most of the 
measurements (Hair et al., 2012).  
A disadvantage of PLS-SEM is that its estimations are not optimal regarding bias and 
consistency (Hair et al., 2012). And although there is evidence for PLS-SEM’s robustness in 
situations in which data are extremely non-normal (Reinartz et al., 2009), especially highly 
skewed data inflates bootstrap standard errors and thus reduces statistical power, which turn 
out in a tendency that underestimates inner model relationships. The items about relationship 
with colleagues (ES), employee tools and goal alignment (ISQ) and commitment to learning 
(LO) are strongly negatively skewed, which makes the data non-normal. These results can be 
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explained as a situation in which service employees are not all that satisfied with for instance 
the relationship with colleagues. In the remarks of the questionnaire, added to Appendix E, 
some respondents noted that they had problems with the fact that the questions were about the 
organization and not about their own opinion, while other respondents were more positive 
about the survey. The same about the organization, some employees are happy working for 
the organization, others are less positive. These differences in opinion can be a possible cause 
of the non-normal items. It is good to keep this in mind when testing the inner model 
relationships. In order to decrease the bootstrap standard errors, the sample is run 5.000 times 
and we tried to keep the number of observations and indicators per latent variable as high as 
possible in order to approach the true values (Hair et al., 2012). 
In this survey, the reason for choosing PLS-SEM is the ability to use multi-item scaled 
variables, both reflective and formative models, a small sample size and to be able to test the 
complete conceptual model including latent variables. According to the rule of thumb 
(Barclay, Higgins & Thompson, 1995), ten times the index with the largest number of 
formative indicators is sufficient, therefore the sample size is just sufficient (134 > 130). 
SmartPLS 2.0 software is used to test PLS-SEM. 
 
4.2. Measurement model 
First the reflective constructs are discussed, including the first order constructs of ISQ and the 
first and second order construct of learning orientation. After that the formative constructs of 
employee satisfaction and the second order formative construct of ISQ are discussed.  
 
Reflective measurement model 
For the reflective measurement model evaluation, the indicator reliability, internal consistency 
reliability, convergent validity and discriminant validity are adressed. The standardized 
indicator loadings are sufficient if the outer loadings are ≥ 0,70 (Hulland, 1999). The 
convergent validity is sufficient when the average variance extraction (AVE) is ≥ 0,50 
(Bagozzi & Yi, 1988). For the outer model the reliability is not measured by Cronbach’s 
alpha, but the composite reliability is used (Bagozzi & Yi, 1988). The internal consistency 
reliability should have a composite reliability of ≥ 0,70. Further, for the discriminant validity 
(cross loadings), each indicator should load highest on the construct it is intend to measure 
(Chin, 1998).
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Table 8. Loadings of outer model 
 
The first order construct of both ISQ and learning orientation are reflective. In Table 8, 
the outer loadings between the item and its component are shown. Outer loadings are the 
coefficients for the relationship from the latent construct outward to the indicator variables 
(Hair et al., 2011). Except LO11, the indicator reliability is acceptable for most of the items, 
since the standardized indicator loadings are sufficient (≥ 0,7). Item LO11 about how to 
interpret information about customers is removed from the model for further analyses, since it 
does not correlate well with open-mindedness. The discriminant validity (cross loadings) is 
good, since each indicator loads highest on the construct it is intend to measure. The 
relationships between the items of ISQ and learning orientation and their component are 
significant (p < 0,01), an overview is added to Appendix F.  
 Internal service quality Learning orientation 
        Team-
work 
Training Man-
agement 
Tools Goal 
alignm. 
Pol. & 
Proc. 
Commit-
ment 
Shared 
vision 
Open-
minded 
ISQ1 0,823 0,346 0,428 0,398 0,299 0,221 0,159 0,439 0,298 
ISQ2 0,854 0,273 0,476 0,366 0,474 0,262 0,382 0,333 0,402 
ISQ3 0,359 0,917 0,364 0,427 0,314 0,088 0,343 0,281 0,350 
ISQ4 0,310 0,909 0,320 0,441 0,290 0,124 0,367 0,274 0,266 
ISQ5 0,483 0,230 0,834 0,384 0,466 0,301 0,272 0,194 0,173 
ISQ6 0,554 0,395 0,888 0,462 0,502 0,422 0,469 0,366 0,346 
ISQ7 0,307 0,298 0,772 0,537 0,635 0,411 0,380 0,248 0,411 
ISQ8 0,434 0,459 0,575 0,946 0,462 0,333 0,438 0,280 0,320 
ISQ9 0,422 0,434 0,469 0,938 0,506 0,237 0,449 0,285 0,426 
ISQ10 0,396 0,251 0,568 0,433 0,893 0,301 0,459 0,208 0,418 
ISQ11 0,441 0,341 0,589 0,489 0,908 0,295 0,497 0,411 0,408 
ISQ12 0,317 0,081 0,437 0,336 0,365 0,916 0,248 0,298 0,213 
ISQ13 0,109 0,127 0,289 0,110 0,120 0,699 0,027 0,166 0,000 
LO1 0,333 0,290 0,387 0,465 0,408 0,178 0,887 0,432 0,394 
LO2 0,207 0,305 0,365 0,388 0,418 0,164 0,851 0,433 0,268 
LO3 0,264 0,404 0,361 0,336 0,380 0,124 0,785 0,418 0,449 
LO4 0,308 0,323 0,430 0,407 0,599 0,217 0,875 0,382 0,421 
LO5 0,283 0,297 0,310 0,281 0,336 0,268 0,484 0,742 0,334 
LO6 0,329 0,232 0,246 0,247 0,188 0,364 0,382 0,800 0,278 
LO7 0,412 0,197 0,206 0,183 0,277 0,202 0,268 0,790 0,277 
LO8 0,411 0,219 0,257 0,219 0,280 0,107 0,377 0,796 0,487 
LO9 0,402 0,297 0,293 0,267 0,422 0,112 0,370 0,420 0,844 
LO10 0,389 0,324 0,422 0,470 0,419 0,194 0,456 0,393 0,836 
LO11 0,126 0,128 0,098 0,117 0,176 0,044 0,175 0,183 0,660 
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                                 Table 9. Overview the components of learning orientation  
 
Table 9 gives an overview of the second order reflective construct of learning 
orientation. The item LO11 is excluded from the overview since the loading is insufficient. 
The convergent validity is sufficient (AVE ≥ 0,50). The internal consistency reliability is 
strong (composite reliability ≥ 0,7). The items explain a lot of the variance (R2) in the 
component they are explaining (Hair et al., 2011). 
 
 
 
 
 
 
 
       Table 10. Path coefficients of learning orientation 
 
Table 10 shows the second order reflective relationships between components and the 
variable learning orientation. Relationships are significant (p < 0,01), which means there is 
empirical support for keeping this construct. The components correlate strong with learning 
orientation. The reflective construct of learning orientation, including ten items and three 
components, can be further used for analysing the inner model.  
 
Formative measurement model 
For formative measurement models the indicator’s weights (relative importance) and loadings 
(absolute importance) are measured with help of bootstrapping (Hair et al., 2011). When both 
weight and loading are non-significant, there is no empirical support to the indicator’s 
relevance in providing content to the formative construct (Cenfetelli & Basselier, 2009). 
Besides these statistical criteria, theoretical rationale and expert opinion play an important 
role in evaluating formative measurement models (Hair et al., 2011). 
    AVE Composite 
Reliability 
R2 
Commitment to learning 0,723 0,912 0,760 
Shared vision/ purpose 0,750 0,857 0,516 
Open-mindedness 0,612 0,863 0,654 
               Sample 
Mean 
Standard 
Error 
T-value P-value 
LO > commitment to learning  0,863 0,030 28,446 p < 0,01 
LO > shared vision/ purpose 0,804 0,035 22,918 p < 0,01 
LO > open-mindedness  0,722 0,053 13,453 p < 0,01 
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     Table 11. Indicator’s weight 
 
Table 11 shows the indicators relative contribution to the construct. The indicator’s 
weight of ES1 and ES3 are non-significant, which means we cannot empirical support 
keeping all the indicators. Before deciding to delete these items it is good to check the 
significance of the outer loadings. 
 
 
 
 
 
 
 
      
  Table 12. Indicator’s loading 
 
Table 12 shows that the indicator’s loadings are significant (p < 0,01). Only when both 
the weight and loading are non-significant, there is no empirical support to retain the indicator 
(Cenfetelli & Basselier, 2009). Since some of the indicator weights are non-significant and 
the loadings are significant, it is important to use the theoretical interpretation of the empirical 
results (Cenfetelli & Basselier, 2009). The salary (ES1) is not explaining much of the 
satisfaction, but nevertheless it is decided to keep all of the five items in the construct. This 
because there are only five indicators and earlier studies proved this conceptualization to 
work. There is no theoretical or empirical support for any distinct construct of groups. For 
further analyses in this thesis, the five indicators separately form employee satisfaction.  
               Sample 
Mean 
Standard 
Error 
T-value P-value 
Salary > ES 0,121 0,092 0,725 p > 0,05 
Job nature > ES 0,481 0,120 4,037 p < 0,01 
Promotion opportunities  > ES 0,113 0,089 0,827 p > 0,05 
Relationship colleagues > ES 0,306 0,131 2,455 p < 0,05 
Relationship supervisors > ES 0,372 0,105 3,579 p < 0,01 
        Correlation T-value P-value 
Salary  0,372 2,723 p < 0,01 
Job nature 0,830 15,885 p < 0,01 
Promotion opportunities  0,601 8,524 p < 0,01 
Relationship colleagues  0,721 7,512 p < 0,01 
Relationship supervisors  0,716 9,663 p < 0,01 
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     Table 13. Path coefficients of ISQ 
 
Table 13 shows the second order formative relationships between the components and 
the variable ISQ. All the relationships are significant (p < 0,01), which means there is 
empirical support for keeping the components in. This construct also corresponds with the 
theory of Hallowell et al. (1996). Concluding can be said that both the reflective first order 
and the formative second order construct of ISQ are empirically and theoretically confirmed. 
ISQ including thirteen items and six components can be used for further analysing the inner 
model.   
 
4.3. Structural model and hypotheses testing 
Since the measurement model evaluation provides enough evidence of reliability, validity and 
variance, it is appropriate to examine the structural model (inner model). Based on the 
literature review, the expected direction of the results is, that when learning is embedded in 
the organization (high score of learning orientation), employees perceive a good quality of 
internal service (high score of ISQ) and they are satisfied (high score of employee 
satisfaction). An overview of the expect directions is shown in the scatterplots, added to 
Appendix G. 
 In the inner model evaluation, the exact variance (R
2
) is discussed. An acceptable level 
depends on the research context (Hair et al., 2011). The effect size (f
2
) measures the influence 
of the change in variance that is made to the model (Cohen, 1988). The predictive relevance 
of the model Q
2 
(Chin, 1998) is calculated with blindfolding. If a construct’s cross-validated 
redundancy measure is larger than zero (Q
2
 > 0) for a latent variable, the latent variable 
construct exhibits a predictive relevance. The individual construct’s predictive relevance q2 
(Chin, 1998) shows the change in predictive relevance of the model. The path coefficients 
               Sample 
Mean 
Standard 
Error 
T-value P-value 
Teamwork > ISQ 0,187 0,019 9,853 p < 0,01 
Training > ISQ 0,183 0,021 8,724 p < 0,01 
Management > ISQ 0,346 0,022 15,652 p < 0,01 
Tools > ISQ 0,249 0,018 13,831 p < 0,01 
Goal alignement  > ISQ 0,237 0,020 11,684 p < 0,01 
Policies & procedures > ISQ 0,134 0,024 5,606 p < 0,01 
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provide evidence of the inner’s model quality, bootstrapping is used to assess the significance 
of the path coefficients (Chin, 1998). The goodness-of-fit (GoF) (Tenenhaus, Amato & 
Esposito Vinzi, 2004) shows the validity of the inner model, if observations fit in the model.  
 
 
 
 
 
 
 
 
 
        Table 14. Overview of models explaining employee satisfaction 
        Goodness-of-Fit (GoF) = √(R2 x Communality) 
        Effect size (f
2
) = (R
2
new- R
2
old) / (1- R
2
old),  
        Predictive relevance (q
2
) = (Q
2
new- Q
2
old) / (1- Q
2
old) 
 
In Table 14, the results of the basic model show that the exact variance in employee 
satisfaction is explained for 38,3% by learning orientation. The basic model without the 
mediating variable ISQ is added to Appendix I. The GoF shows that validity of the inner 
model is good, the observations fit in the model. The model has a predictive relevance (Q
2 
> 
0), which means that the empirical data can be reconstructed by using the model. 
Introducing the mediating variable ISQ in the model improves the relationship 
between learning orientation and employee satisfaction. The model including the mediating 
effects is added to Appendix I. The variance in ISQ is explained for 40,9% by learning 
orientation. By adding ISQ the variance in employee satisfaction is improved from 38,3% to 
58,1%. The effect size of adding ISQ to the relationship between learning orientation and 
employee satisfaction is strong (f
2 
= 0,321). The predictive relevance improved from 0,162 to 
0,534, consequently the individual construct’s predictive relevance for employee satisfaction 
is strong (q
2 
= 0,444).   
The six control variables (Table 2) gender, age, years in the organization, level of 
education, executive level and region working in, are added to the PLS path model as 
formative indicators. The control variables have no significant effect on the model, since the 
path coefficients between the control variables and employee satisfaction are non-significant 
(p > 0,05). An overview of the path coefficients is added to Appendix H. The effect size of 
adding control variables to the model is weak (f
2
 = 0,029). The individual construct’s 
predictive relevance is also weak (q
2 
= -0,082), since the predictive relevance decreased a 
little. Concluding can be said that the control variables have no significant effect on the 
    R
2 Q2 GoF f2 q2 
Basic model (without ISQ) 0,383 0,162 0,418   
Mediating effects (incl. ISQ) 0,581 0,534 0,762 0,321 0,444 
Control variables included 0,593 0,496 0,770 0,029 -0,082 
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relationship between learning orientation and employee satisfaction, mediated by ISQ.
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                    Table 15. The structural model  
      *Path coefficients (direct)  
      **Total effect (both direct and indirect)  
 
The results of the relationships in the inner model are shown in Table 15. The 
correlation (sample mean) between learning orientation and ISQ (0,639) and ISQ and 
employee satisfaction (0,570) is strong. These strong empirical relationships correspondent 
with the theory of the literature review that ISQ is closely related to both learning orientation 
and employee satisfaction. The correlations between learning orientation and ISQ (p < 0,01), 
ISQ and employee satisfaction (p < 0,01) and learning orientation and employee satisfaction 
(p < 0,01) are all significant, which means that hypotheses one, two and three are confirmed.          
 
H1: A firm’s learning orientation positively influences internal service quality (p < 0,01) 
 
H2: Perceived internal service quality positively influences employee satisfaction (p < 0,01)  
 
H3: A firm’s learning orientation is a positive antecedent of employee satisfaction (p < 0,01) 
 
The direct correlation between learning orientation and employee satisfaction is weak 
(0,251 < 0,3). With adding ISQ to the relationship, the total correlation effect improved to 
0,615. Concluding can be said that the validity between learning orientation and employee 
satisfaction is stronger through the mediator variable ISQ. 
A Sobel-test was run, added to Appendix J, to measure the exact partial influence of 
the mediator (ISQ) on the relationship between the independent variable (LO) and dependent 
variable (ES) (Sobel, 1982). With help of PLS, the path coefficients (a, b, c & c’) and 
standard errors (Sa & Sb) were already calculated (Table 15). The results of the Sobel-test are 
S = 6,09 (SE = 0,060; p = 0,00). The result is significant (p < 0,01), which means that the 
relationship between learning orientation and employee satisfaction is mediated by ISQ. The 
 
        
Sample 
Mean 
Standard 
Deviation 
T-Value P-value 
LO  > ISQ (H1)* 0,639 a 0,058 Sa 11,087 p < 0,01 
ISQ > ES (H2)* 0,570 b 0,078 Sb 7,390 P < 0,01 
LO  > ES (H3)* 0,251 c’ 0,077 3,179 P < 0,01 
LO  > ES** 0,615 c 0,058 10,567 P < 0,01 
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direct (c’) effect 0,251 of regression between learning orientation and employee satisfaction is 
significant (p < 0,01), thus this relationship is only partially mediated by ISQ. The indirect 
effect of learning orientation on employee satisfaction is the total regression (c) minus the 
direct regression coefficient (c’), the indirect effect is 0,364.  
 
 
 
 
 
 
 
 
 
 
 
Fig. 3. PLS structural model (including R
2
, correlation and significance) 
 
Figure 3 shows the PLS model of this thesis. The model is calculated in two steps, in 
order to tackle the swap out effect. This model is an overview of the structural model as 
discussed in this paragraph. The cause-effect relationships and the confirmed hypotheses are 
shown. The model includes the path coefficients (correlation and significance) between the 
variables and the variance (R
2
) explaining the relationships. The path coefficients are based 
on bootstrapping with running 5.000 samples. SmartPLS uses t-values for testing significance, 
t = 1,96 is equivalent with a significance level of 5% and t = 2,58 with 1% (Hair et al., 2011). 
In an average PLS path model there are 7,94 latent variables and 29,55 indicators (Hair et al., 
2012). With 9 latent variables and 28 indicators, this research is comparable to an ‘average 
PLS-SEM related research’.  
LO 
0,00 
ISQ 
0,409 
ES 
0,593 
0,639 
(11,09) 
0,251 
(3,18) 
0,570 
(7,39) 
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5. Discussion and conclusions  
 
First a short summary of the main conclusions of this study is given. After that, the theoretical 
and practical implications are discussed. Finally, the limitations of this research are mentioned 
as well as the recommendations for further research are given. 
 
5.1. Conclusions of the study 
The conclusion of this study is that a high service quality in the profit chain begins with a 
learning orientation of the organization. This statement can be made out of data gained from a 
questionnaire hold at a Dutch accountancy and advising organization. The results of this 
survey strongly support the idea that the service-profit chain is influenced by learning 
orientation via ISQ, since this survey empirically proved that learning orientation is a positive 
antecedent of employee satisfaction, while this relationship is mediated by ISQ.  
As shown in Figure 4, this survey extends the service-profit chain with learning 
orientation. A learning orientation of an organization leads to more satisfied employees. This 
relationship is even stronger through a better quality of internal service. Earlier research (e.g. 
Heskett et al., 1994; Loveman, 1998; Yee et al., 2011) has shown that satisfied employees in 
turn are loyal, productive and provide a better service quality to customers. Satisfied 
customers are loyal and prepared to re-buy a product of service, which improves the revenue 
and profitability of the organization.  
 
 
 
 
 
 
 
 
 
Fig. 4. Learning orientation as antecedent of the service-profit chain 
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5.2. Theoretical implications  
There is literature confirming the direct relationship between learning orientation and 
employee satisfaction (e.g. Egan et al., 2004; Kontoghiorghes et al., 2005; Rowden & Conine, 
2005), but so far there has not been any research that connects learning orientation to the S-
PC through the mediating variable ISQ. This survey fills this gap in literature by proving that 
learning orientation is linked to employee satisfaction, partially through internal service 
quality. This supports the idea that employees are not only satisfied because of a good quality 
of internal service, but that learning orientation is an antecedent of employee satisfaction by 
itself. With keeping the results of Heskett et al. (1994), Loveman, 1998 and more recently 
Yee et al. (2011) in mind, the following chain can be made; learning orientation > internal 
service quality > employee satisfaction, productivity and loyalty > external service quality > 
customer satisfaction and loyalty > revenue growth and profitability. The relationship can 
even be seen as a cycle, since the profitability can be used again for investing in learning. In 
this way the organization is continuous improving both learning, the quality of service and its 
operational performance, resulting in a stronger S-PC.   
Argote (2011) mentions that from an organizational point of view there is a need for 
more knowledge about the relationship between learning and organizational capabilities. This 
study highlighted that learning is connected to organizational capabilities, by proving the 
importance of learning orientation as an antecedent of the S-PC. Also it proves that learning 
orientation is not an expense, but an investment in a stronger S-PC. Heskett et al. (1994) 
already connected human resource management (HRM) to operational management (OM) 
with the S-PC framework. This study shows that a learning orientation can be an important 
issue for HRM, in order to get satisfied, loyal and productive employees. In marketing 
literature, employees are seen as internal customers (Berry and Parasuraman, 1991; Hallowell 
et al., 1996). This study showed that through satisfying internal customers, learning 
orientation is an important marketing tool in service and relationship management.  
 
5.3. Managerial implications  
Although managers agree that providing a good service to customers is important for long-
term profitability, in practice the focus is in many cases on reducing costs and gaining short 
term success. This study adds value to this paradox by proving that learning is not an expense, 
but an investment. It confirms that a learning orientation leads to an improved organizational 
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performance, and that it is a tool to gain a competitive advantage. Investing in a learning 
orientated organization results in satisfied and loyal employees, who in turn are productive 
and able to provide a better quality service to customers. Satisfied customers are loyal and 
will re-buy a product or service, which increases the revenue and profitability of your 
organization.  
This research showed that learning is a good investment in improving organizational 
performance and ensuring profitability on the long-term. This means not only spending 
money on studies, but creating a learning atmosphere. Both management and employees have 
to be committed and open-minded to learning, and it has to clear to all of the departments to 
which learning direction the organization wants to develop. In this way, learning improves the 
quality of the service provided in the entire profit chain, and learning has become a 
competitive advantage for your organization. 
 
5.4. Limitations and recommendations 
Although this survey validated the relationship between learning orientation and the S-PC, it 
is difficult to generalize the results. First, there are different offices (regions) researched, but 
only one organization. The same survey within another organization may lead to other results. 
Secondly, this survey was in a KIS context, a context in which learning is important issue, 
since knowledge is sold to customers. Probably the relationship will be less strong in another 
context. Based on these two remarks, it can be said that the relationship between learning 
orientation and employee satisfaction will not always be as strong as in this survey. But 
therefore it is good to know that the relationship is indirectly extra strong through the 
mediating variable internal service quality. Concluding we state that this survey gives a good 
indication of the relationship between learning orientation and a S-PC within a knowledge-
intensive high-contact service sector in Western-Europe.  
For future research it is interesting to know if the same relationships exist in for 
instance the labor-intensive sector. Testing the link between learning orientation and 
employee satisfaction in a labor-intensive service sector would be an interesting topic for 
future research. Another interesting topic for future research would be if the relationship also 
exists in a sector with low customer contact. In relationships with lower contact, the customer 
can be less loyal, and it is the question if a learning orientation can improve this.  
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The multiple-item scaled variables chosen for this research were suitable for this kind 
of survey and in this kind of context, but probably there are more or even better variables. It 
would be interesting to test the relationship between learning orientation and the S-PC with 
other variables, since there are probably more antecedents explaining ISQ and employee 
satisfaction. Especially testing the relationship between learning orientation and employee 
satisfaction, mediated by job quality can be an interesting topic for future research. According 
to Dun, Bloemer and Henseler (2012) high-quality jobs increase employee satisfaction, based 
on a research in customer contact centers.  
This study proved that learning orientation is an important antecedent of the S-PC. 
This statement adds value and insights to the discussion about the S-PC from an 
organizational point of view to both academics and practitioners. Despite this empirically 
validated relationship, there is still much more that has to be researched about both the S-PC 
and its antecedents.  
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Appendices  
 
A. Original survey questions  
Sinkula et al. (1997), Hallowell et al. (1996) and Smith et al. (1969) developed survey 
questions, in order to measure learning orientation, ISQ and employee satisfaction. These 
questions will be the basic of the questionnaire for the survey. For this research the questions 
are translated into Dutch, and with help of a pre-test made suitable for questioning employees 
of an accountancy and advising organization. The questions were answered on a 7-point 
Likert scale, reaching from ‘totally agree’ to ‘totally disagree’. Basic questions about gender, 
age, years in the organization, level of education, executive level and region working in are 
asked first. After that following questions about the variables are asked. 
 
Employee satisfaction (Smith et al., 1969) 
 We are satisfied with the salary of this company (ES1). 
 We are satisfied with the promotion opportunities within this company (ES2). 
 We are satisfied with our job nature within this company (ES3). 
 We are satisfied with our relationships with our fellow workers within this company 
(ES4). 
 We are satisfied with the supervision of our supervisors within this company (ES5). 
 
 
Internal service quality questions (Hallowell et al., 1996) 
Teamwork questions:  
 How satisfied are you with the teamwork between your department/function and other 
departments/functions? (ISQ1)  
 How satisfied with teamwork are you within your department of function? (ISQ2) 
 
Training questions: 
 I am given the time I need to take training courses (ISQ3). 
 I receive adequate training when important changes take place (ISQ4). 
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Management questions: 
 My supervisor is available to me when needed (ISQ5). 
 At ____ managers and supervisors want to hear about your problems and find ways to 
fix them (ISQ6). 
 I have the latitude I need to do my job (ISQ7). 
 
Tools questions: 
 I have access to the information I need to serve my customer well (ISQ8). 
 I have the equipment support I need to serve my customer well (ISQ9). 
 
Goal alignment questions: 
 My work is important to ____ (ISQ10). 
 I have a personal interest in seeing that ___ does well (ISQ11). 
 
Policies and procedures questions: 
 In my department/ function, policies interfere with my ability to serve customer well 
(ISQ12).* 
 It is difficult at ____ to get decisions made (ISQ13).* 
 
 
Learning orientation questions (Sinkula et al., 1997) 
Commitment to learning: 
 Managers basically agree that our organization’s ability to learn is the key to our 
competitive advantage (LO1). 
 The basic values of this organization include learning as key to improvement (LO2). 
 The sense around here is that employee learning is an investment, not an expense 
(LO3). 
 Learning in my organization is seen as a key commodity necessary to guarantee 
organizational survival (LO4). 
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Shared vision/ purpose: 
 There is a commonality of purpose in my organization (LO5). 
 There is total agreement on our organizational vision across all levels, functions, and 
divisions (LO6). 
 All employees are committed to the goals of this organization (LO7). 
 Employees view themselves as partners in charting the direction of the organization 
(LO8). 
 
Open-mindedness: 
 We are not afraid to reflect critically on the shared assumptions we have made about 
our customers (LO9). 
 Personnel in this enterprise realize that the very way they perceive the marketplace 
must be continually questioned (LO10). 
 We rarely collectively question our own biases about the way we interpret customers 
information (LO11).*  
 
*Reverse coded items. 
 
B. Dutch questionnaire 
 
Enquête ‘Een lerende organisatie in de zakelijke dienstverlening…!?’ 
Allereerst wil ik benadrukken dat deze enquête volledig vrijwillig en anoniem is. De 
uitkomsten zullen worden gebruikt voor mijn afstudeeronderzoek naar het verband tussen een 
lerende organisatie, kwaliteit van zakelijke dienstverlening en werknemerstevredenheid. Er is 
sprake van een lerende organisatie als kennis wordt gecreëerd door bijvoorbeeld studie of 
ervaring. Daarbij is het belangrijk dat deze kennis gedeeld wordt met collega’s, en dat de 
kennis beschikbaar is voor de organisatie.  
Naast dat uw antwoorden belangrijk zijn voor mijn onderzoek, is het ook voor onze 
organisatie interessant om te weten hoe werknemers als geheel naar de organisatie kijken. Het 
invullen van de enquête duurt 10 tot 15 minuten. Eerst worden een aantal algemene vragen 
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gesteld, die spreken voor zich. Daarna worden er vragen gesteld over ‘lerende organisatie’, 
‘kwaliteit van de interne dienstverlening’ en ‘werknemerstevredenheid’. Het antwoord op 
deze vragen varieert van ‘helemaal mee oneens’ tot ‘helemaal mee eens’ op een schaal van 1 
tot 7. Het gaat niet om goede of foute antwoorden, maar om uw persoonlijke mening. 
 
Succes en alvast bedankt! 
Algemene vragen 
 
 Wat is uw geslacht? 
Vrouw     Man 
 
 
 Wat is uw leeftijd? 
 
 Hoeveel jaren bent u bij deze organisatie in dienst? 
 
 Wat is uw opleiding? 
t/m mbo        hbo   wo en hoger 
 
 
 Wat is uw functie in deze organisatie? 
senior        junior   directie  overig 
 
 
 In welke regio bent u werkzaam? 
Achterhoek/Drenthe 
Friesland noord/ 
Groningen Friesland zuid 
 
 
Vragen over werknemerstevredenheid 
 Ik ben tevreden over mijn salaris. 
 Ik ben tevreden over de promotiekansen binnen deze organisatie. 
 Ik ben tevreden over de werksfeer op mijn kantoor. 
 Ik ben tevreden over de relatie met mijn collega’s. 
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 Ik ben tevreden over het leidinggeven van de directie. 
 
Vragen over de kwaliteit van de interne dienstverlening 
 Ik ben tevreden over het teamwork tussen onze afdeling en andere afdelingen in de 
organisatie. 
 In ben ik tevreden over het teamwork in mijn afdeling. 
 Ik krijg de tijd die ik nodig heb voor trainingen/ cursussen. 
 Ik krijg voldoende training wanneer er belangrijke veranderingen plaatsvinden. 
 Mijn leidinggevende is beschikbaar wanneer dat nodig is. 
 In mijn organisatie zijn leidinggevenden bereid naar mijn problemen te luisteren en te 
helpen bij het oplossen van deze problemen. 
 Ik krijg de ruimte/ handelingsvrijheid die ik nodig heb om mijn werk uit te kunnen voeren. 
 Ik heb toegang tot de informatie die ik nodig heb om mijn klanten goed te kunnen 
bedienen. 
 Ik heb de beschikking over de juiste materiële ondersteuning om mijn klanten goed te 
kunnen bedienen. 
 Mijn werk is belangrijk voor onze organisatie. 
 Het doet mij goed om te zien dat het goed gaat met onze organisatie. 
 Het beleid op mijn afdeling belemmerd mij in mijn mogelijkheden om klanten goed te 
kunnen bedienen.*  
 Het is moeilijk bij onze organisatie om ideeën door te voeren.* 
 
Vragen lerende organisatie 
 Leidinggevenden vinden dat leren 
voor de organisatie de sleutel is tot succes.  
 De kernwaarden van onze organisatie bevestigen dat leren de basis is tot verbetering. 
 Het gevoel van de organisatie is dat studie voor medewerkers een investering is en geen 
kostenpost. 
 Leren wordt in mijn organisatie gezien als noodzaak om ook in de toekomst te kunnen 
bestaan. 
 Onze organisatie heeft een gemeenschappelijk doel. 
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 In alle lagen en afdelingen van de organisatie is er overeenstemming over het doel van de 
organisatie.  
 Werknemers zijn begaan met de doelen van de organisatie. 
 Werknemers voelen zichzelf verantwoordelijk voor wat betreft het uitdragen van de visie 
van de organisatie. 
 Wij zijn niet bang om kritisch te kijken naar het beeld dat we hebben van onze klanten. 
 Wij realiseren ons dat dat de manier waarop we naar de markt kijken continu bijgesteld 
moet worden. 
 Zelden vragen wij onszelf af of we wel op de juiste manier omgaan met de informatie van 
klanten.*  
 
C. Timeline difference test 
 
Data was collected over a period of three weeks. The means and of the variables are tested at 
three moments, in order to check if there is no timeline difference. There is no big difference 
between the means, answering at different times does not have any influence on the results. 
 
           
 
     Timeline of the survey 
 
 
D. Bias in response  
 
Reverse coded items (ISQ12, ISQ13 & LO11) were added to the questionnaire, which means 
the respondents have to pay attention to the questions, they cannot easily combine related 
items, thus agreement response bias effects and respondent guessing are avoided. The 
following outliers were removed because of response bias.  
  
Event Date 
(2012) 
Response Cumulative 
response 
Mean 
ES 
Mean 
ISQ 
Mean 
LO 
1st email 24 April 72 72 4,9 4,7 4,4 
2nd email 7 May 57 129 4,7 4,7 4,4 
3rd email 10 May 28 157 4,9 4,6 4,4 
End of 
survey 
13 May  157    
Learning orientation and the service-profit chain 
  54 
 
Learning orientation 
A close look to the columns LO9, LO10 and LO11 showed some strange combinations. Based 
on the theory of Sinkula et al. (1997) a similar score was expected for the items of the 
component ‘open-mindedness’. With a high score on LO9 and LO10, a high score on LO11 is 
expected. The reverse coded item LO11 shows the respondents who probably did not fill in 
the questionnaire seriously. These items were removed (140 respondents left). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                  
                 Bias in response learning orientation 
 
Internal service quality 
Also the reverse coded items of ISQ (ISQ12 & ISQ13) are tested for response bias. Six 
outliers were found and removed (134 respondents left). 
 Open-mindedness 
Respondent Score LO9 Score LO10 Score LO11 
29 7 7 2 
45 5 5 2 
46 7 5 2 
47 6 7 2 
53 6 5 2 
110 6 6 2 
114 5 5 2 
115 5 6 2 
127 4 5 1 
132 6 5 2 
135 5 6 2 
138 6 6 2 
141 6 6 1 
155 6 6 2 
Res. ISQ1 ISQ2 ISQ3 ISQ4 ISQ5 ISQ6 ISQ7 ISQ8 ISQ9 ISQ10 ISQ11 ISQ12 ISQ13 
23 6 6 6 6 6 6 6 6 6 6 5 2 2 
49 5 6 5 5 5 5 4 5 5 6 6 3 2 
50 5 6 7 6 6 6 6 6 6 5 6 2 3 
Learning orientation and the service-profit chain 
  55 
 
 
 
Bias in response internal service quality 
E. Remarks 
 
 Ik hoop dat we een nog-beter-lerende organisatie worden...! 
 AcconAvm moet er om denken om goed te communiceren\r\nLeidinggevenden 
moeten proberen het personeel te stimuleren ipv te intimideren. 
 functie medior ontbreekt (junior-medior-senior) 
 Het is mooi om bij Acconavm te werken, wat betreft de klantenkring en de sfeer met 
de collega\'s. Vaak heb ik het idee dat de directie in Arnhem de grote eurotekens voor 
hun ogen hebben! Dit gaat vaak ten koste van een praktisch ingestelde werknemer! 
 Bij sommige vragen komt er als antwoord uit dat men het er niet mee eens is, maar 
waarom men het niet eens is kan men niet uitleggen of toelichten bij die 
desbetreffende vraag. Kortom om hier conclusies of aanbevelingen uit te halen is 
moeilijker op deze manier. Men weet wel waar nu de problemen zitten, maar niet 
waardoor dit komt. 
 Ik mis vragen over wat wij als personeel van het beleid vinden. Wat is eigenlijk het 
beleid. Hoe vooruitstrevend is Accon? Bereid Accon zich voor op de nieuwe 
accountancy? 
 Bij de lerende organisatie heb ik antwoorden gegeven zoals de organisatie denkt en de 
collega\'s van mij ertegenaan kijken. Persoonlijk ben ik van mening dat verandering 
moeilijk worden geaccepteerd en met grote achterdocht worden bekeken.  
 Succes met het afstuderen! 
 Accon/AVM bestaat uit vele kleinere kantoren. Ieder kantoor werkt anders. Er is zeer 
zeker geen sprake van één organisatie. Verder gaat Accon/AVM erg slordig om met 
zijn werknemers. Er wordt totaal geen rekening gehouden met \'de mens\'. 
 Ben benieuwd naar de uitkomst, goed onderzoek! 
 Lastig in te gaan op het gemeenschappelijke doel van een organisatie, als er op 
vestigingsniveau beoordeeld wordt. Hierdoor wordt automatisch het 
gemeenschappelijke doel ondergeschikt aan het individuele doel (vestiging).  
51 5 5 6 5 6 6 7 6 5 5 6 2 2 
98 2 5 3 3 6 5 4 3 4 5 6 1 2 
157 6 6 4 6 5 4 6 6 6 6 6 2 3 
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 Sommige vragen zo deze worden gesteld kunnen op meerdere manieren worden 
opgevat, waardoor antwoorden verkeerd kunnen worden geïnterpreteerd. Zoals bij 7, 
hier wordt naar de werknemers als groep gevraagd, deze is dus niet persoonlijk 
ingevuld. Echter wel de persoonlijke interpretatie hoe ik ervaar hoe de werknemers 
van Acconavm het ervaren. 
 Ervaring overdragen in de praktijk aan jongere collega\'s is belangrijk. Dit wordt 
binnen de organisatie te weinig gewaardeerd. Er wordt te hoog tegen HBO studie 
opgekeken, in de praktijk gaat dit regelmatig niet samen. Hierdoor veel verloop in het 
jongere personeel en intern veel verloren energie van zittende collega's. 
 Accon wordt groot, dat is niet erg, maar ik vind het jammer dat er daardoor niet 
genoeg gekeken kan worden naar mensen als individu. 
 succes 
 geen 
 Erg benieuwd naar de uitslag 
 Uren schrijven benadeeld ons om een klant uitstekend te bedienen, alles moet op de 
klant geschreven worden. Daarnaast moet dan ook nog aan percentage van advies 
worden voldaan. 
 Graag wil weten wat de uitkomsten 
 
F. Path coefficients of outer model 
               Sample 
Mean (M) 
Standard 
Deviation 
Standard 
Error 
T-Value P-value 
ISQ1 < Teamwork 0,821 0,042 0,042 19,794 p < 0,01 
ISQ2 < Teamwork 0,851 0,038 0,038 22,662 p < 0,01 
ISQ3 < Training 0,916 0,022 0,022 42,339 p < 0,01 
ISQ4 < Training 0,909 0,025 0,025 36,663 p < 0,01 
ISQ5 < Teamwork 0,834 0,030 0,030 27,690 p < 0,01 
ISQ6 < Teamwork 0,888 0,020 0,020 43,897 p < 0,01 
ISQ7 < Facilities 0,768 0,056 0,056 13,710 p < 0,01 
ISQ8 < Facilities 0,946 0,013 0,013 70,442 p < 0,01 
ISQ9 < Facilities 0,936 0,019 0,019 48,277 p < 0,01 
ISQ10 < Facilities 0,892 0,024 0,024 37,609 p < 0,01 
ISQ11 < Facilities 0,908 0,019 0,019 48,402 p < 0,01 
ISQ12 < Policies &procedures 0,916 0,038 0,038 24,197 p < 0,01 
ISQ13 < Policies &procedures 0,687 0,105 0,105 6,667 p < 0,01 
LO1 < Commitment 0,887 0,022 0,022 41,055 p < 0,01 
LO2 < Commitment 0,849 0,032 0,032 27,004 p < 0,01 
Learning orientation and the service-profit chain 
  57 
 
 
Path coefficients of outer model (p < 0,01) 
 
G. Scatterplots 
 
 
Learning orientation and ISQ (H1)   ISQ and employee satisfaction (H2) 
 
   
 
 
 
 
 
 
 
 
 
 
 
 
 
Learning orientation and employee satisfaction (H3) 
 
LO3 < Commitment 0,784 0,043 0,043 18,383 p < 0,01 
LO4 < Commitment 0,874 0,029 0,029 30,195 p < 0,01 
LO5 < Shared vision/ purpose 0,741 0,052 0,052 14,259 p < 0,01 
LO6 < Shared vision/ purpose 0,798 0,034 0,034 23,295 p < 0,01 
LO7 < Shared vision/ purpose 0,788 0,048 0,048 16,477 p < 0,01 
LO8 < Shared vision/ purpose 0,796 0,034 0,034 23,370 p < 0,01 
LO9 < Open-mindedness 0,843 0,034 0,034 25,058 p < 0,01 
LO10 < Open-mindedness 0,836 0,038 0,038 21,856 p < 0,01 
LO11 < Open-mindedness 0,653 0,084 0,084 7,902 p < 0,01 
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H. Control variables 
 
 
 
 
 
 
 
 
       Path coefficients of the control variables 
 
 
I. SmartPLS models 
 
 
 
PLS algorithm without mediator  
 
               Sample 
Mean 
Standard 
Error 
T-value P-value 
Gender > ES -0,047 0,036 0,174 p > 0,05 
Age > ES -0,082 0,064 0,727 p > 0,05 
Years in organization > ES 0,089 0,071 0,814 p > 0,05 
Level of education > ES 0,055 0,042 0,282 p > 0,05 
Executive level > ES 0,095 0,054 1,702 p > 0,05 
Region working in > ES -0,063 0,045 1,070 p > 0,05 
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PLS algorithm without control variables (swap out effect in LO > ISQ) 
 
 
J. Sobel test 
 
 
 
           Sobel test (http://quantpsy.org/sobel/sobel.htm) 
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